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FOREWORD

1. PURPOSE

This publication, NAVMC 2782, Marine Corps Food and Hospitality
Operations Manual Encouragi ng the Responsible Use of Al cohol, provides
special training to those who sell or serve al coholic beverages. This
training covers the identification and nmethods for di scouragenent of
al cohol abuse using the plans and strategies devel oped to encourage
responsi ble attitudes toward al cohol consunption

2. CANCELLATI ON
NAVMC 2782 of 29 October 1985.
3. | NFORVATI ON

a. Servers of alcohol can be a potent force in our effort to reduce
drunk driving by Marine Corps personnel. 1In this regard, DOD Directive
1710.7, Drunk and Drugged Driving by DOD Personnel (NOTAL), requires
annual training for servers of alcoholic beverages. W believe that this
is best carried out locally by Food and Hospitality Directors as part of
t hei r ongoi ng enpl oyee devel opnent program

b. This Manual, informative and not directive in nature, is to be
used for instructional purposes.

c. For requisitioning instructions, see the current edition of MCO
P5600. 31, Marine Corps Publications and Printing Regul ations.

4. CERTI FI CATI ON
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| NTRODUCT! ON

HOW THI S PACKAGE CAME TO BE

Along with many Anericans, the Marine Corps is determi ned to reduce the
harm caused by irresponsi ble use of alcohol, particularly drunk driving.
Marine Corps Food and Hospitality activities can help by offering fun

pl aces for Marines to spend their leisure tine, whether or not they choose
to order al coholic drinks.

This means a club can no | onger be just a food and bar operation. C ubs
will need to offer a variety of things, independent of alcohol, to attract
patrons. Because of increasing |legal attention, Food and Hospitality
activities need to find ways to protect patrons, activity enpl oyees, and
the Command Food and Hospitality Operations Branch from possible | ega
actions due to accidental overconsunption of al cohol. Wile nanager

i nvol venent is the nost inportant way this can be done in the long run
the way enpl oyees deal with patrons has the greatest short-termeffect.

Because of this, the Food and Hospitality Operations Branch of the Mrale,
Wel fare and Recreation Support Activity asked a representative group of
Food and Hospitality activity mangers how it could best help themtrain
servers.

The Food and Hospitality activity managers said they needed packages that
could easily be used on a flexible tinme schedule. They al so said server
training was not quite enough . . . that training for security and front
of the house personnel was needed, since they also deal with patrons.

This package is the result. It conmbines a guide to the decisions Food and
Hospitality activity nmanagers nust make with a choice of training
activities that managers can tailor to the needs of their staff.

Wth careful thought and active participation by managers and enpl oyees
al i ke, the perception of Food and Hospitality activities being "a place to
go" rather than "a place to get a drink" can be achieved, with even
greater success than currently exists.



TRAI NI NG BASI CS
WHAT TO DO BEFORE YOU TRAIN

Make sure your policies and procedures for Food and Hospitality Operations
are up-to-date and sensible for encouraging the responsible use of

al cohol. It won’t do any good to train your staff if your policies don't
fit today’ s needs.

Use the questions and checklist begi nning on page 11 to help you review
this area.

WHAT TRAI NI NG SHOULD BE

Training in your Food and Hospitality activity should be uniquely suited
for your situation and for your enpl oyees. Al though it might be simlar
in many ways to that of other Food and Hospitality activities in the area,
it should also be different in those particular ways that make your
activity unique.

Even within your training you may need variants for different people,

dependi ng on what they al ready know and can do well. Just as no two Food
and Hospitality activities are exactly alike, no two adults are exactly
alike either. ldeally, your training will take this into consideration

and not waste payroll and annoy staff by asking themto |learn things they
al ready know.

W’ ve provided guidance that will help you target training for
your activity and your staff begi nning on page 6.

WHEN TRAI NI NG SHOULD TAKE PLACE

Current enpl oyees should be trained as soon as you can get Standard
Operating Procedures (SOP's) reviewed and updated (if necessary), and your
trai ni ng plans made. The need for a concerted enphasis on encouraging

t he responsi bl e use of al cohol won’'t go away, so there is nothing gained
by del ay.

Each server or other enployee should begin training during their first 40
hours on the job. This takes advantage of the natural inclination of new
people to try extra hard to learn and to do well.

WHERE TRAI NI NG SHOULD TAKE PLACE

Because adults | earn best when they are nost confortable, the idea

training setting is in the Food and Hospitality activity where everything

is famliar. CQbviously, you will have to select a tine that is nost
convenient to nost enployees . . . when none of themare involved in opening,
running, or closing the activity. Pretend your activity has been booked for a
training course and plan to treat your enployees during their training as



you woul d treat guests com ng for training.
HOW YOU LL KNOW THE TRAI NI NG " WORKED"

I Mmedi ately after training, before the first alcohol-related incident, you
shoul d see specific behavior that |ets you know your enployees are trying
to practice what they have learned. (If you praise that behavior as you
see it occurring, you |l increase the chances that it will continue when
you' re not around.)

After a reasonable tine (a nonth, maybe), call a staff neeting and ask
enpl oyees to tell you what’s working well and what isn't (it’s inportant
that they tell you, not the other way around). Then ask their ideas on
what else to do to reach the goals you set before the training began

Make changes, to the SOP or to what enpl oyees should do on their own, as a
result of the input to this neeting.

Check at |east once every quarter to make sure nothing has slipped through
t he cracks. Continue to praise appropriate behavior as it occurs, and
coach inproved behavior when it is needed. If you do all that, there’'s

al nrost no way the training won’t "work."

WHEN TO RETRAI N

Annual retraining is required. |If you set up your program properly,
annual retraining need consist only of review and comuni cati ng any
changes you’ve had to nake to the SOP and practicing any new skills
needed.

WHAT TRAI NI NG RECORDS ARE NEEDED

Keep a record of the date of each training session, what was covered in
the session, and the nanes of those who attended. Put a rem nder on your
cal endar for 11 nonths after the first training session, so you won't
forget the annual refresher and will have tinme to do the necessary SOP
review before training day rolls around.

WHERE TO GET MORE HELP
Cont act the Commandant of the Marine Corps, Food and Hospitality

Operations Branch (MMH) if you need nore help or want to kick ideas
ar ound. (DEN 278-3823, Commercial (703) 640-3823)



TRAI NI NG CONTENT DECI SI ON TABLES

SERVERS

| F SERVERS ARE AND USE

Usual
Oientation

SOP Kit
page 10
| nexperienced
Basi c Server
Kit, page 21

I

I

I

I

I

I

I

I

I

| Usual

| Orientation
| SOP Kit

| Experienced page 10

| Refresher
| Server Kit,
| page 35

I

I

I

I

I

I

I

I

SOP Kit
page 10
ad d Hands
Refresher
Server Kit
page 35

- Some experienced servers will have worked in places so unlike yours
that they will also need Basic Server Trai ning.



TRAI NI NG CONTENT DECI SI ON TABLES

SECURI TY STAFF

| F STAFFERS ARE

AND

USE:

| nexperienced

Usual
Oientation

SOP Kit,
page 10

Basi ¢ Server
Kit, page 21

Experi enced

Trai ni ng you
arrange with
base security

Usual
Orientation

SOP Kit
page 10

Ref r esher
Server Kit,
page 35

Trai ni ng you
arrange with
base security

a d Hands

SOP Kit
page 10

Ref r esher
Server Kit
page 35




TRAI NI NG CONTENT DECI SI ON TABLES

FRONT OF THE ROUSE PERSONNEL

| F PATRONS ARE AND USE

Usua
Orientation

SOP Kit
page 10
| nexperienced
Basi c Server
Kit, page 21

Usua
Orientation

SOP Kit
Experi enced page 10

Ref r esher
Server Kit,
page 35

SOP Kit
page 10
ad d Hands
Refresher
Server Kit
page 35




SERVER TRAI NI NG MATERI ALS
Server training materials in this section consist of the follow ng:
* Standard operating Procedures Training Kit, page 10
* Basic Server Training Kit, page 21
* Refresher Server Training Kit, page 35
* Suggested Briefing Charts, page 59

Each kit consists of a training outline with guidance for inplenentation
It also contains sanple material s.

No kit is conplete as it stands. Since every Food and Hospitality
activity is different (and every server is different), you are the only
person who can tailor the materials to your people and to your activity’s
needs.



STANDARD OPERATI NG PRCCEDURES TRAI NI NG KI' T

Training Qutline

1. Manager Preparation. WMake manageri al decisions necessary (see pages
11-18) and prepare a witten SOP. Duplicate as nany copies as there are
enpl oyees to be trained.

2. Enpl oyee preparation. Have a neeting with your enployees expl ai ni ng
that you have begun a programto conbat drunk driving. Let them see how

the programwi |l make their jobs easier (fewer drunken hassles, maybe nore
tips, less uncertainty). Allow themtinme to talk about their concerns
(but don’t allow excessive griping about this program. . . it’s a given,

and you're convinced it’s worthwhile). Then give a copy of your SOP to
each enpl oyee, along with a cover sheet explaining the follow ng:

*  The enployee will be expected to know all SOP itens by a certain
date (about two weeks).

*  The enployee will be expected to pass an oral test on the SOP
(include one or two actual test questions as a sanple).

*  The enployee will be asked to provide constructive criticismof the
SOP after it has been in effect for a nonth.

* Their performance appraisals will reflect conpliance once
the SOP is firmed up after the trial period.

3. Enployee testing. Wite short answer questions that ask the enpl oyee
to renmenber what the SOP says. That's all. Don’'t ask the enpl oyee to
interpret the SOP yet. Basic and Refresher Training will help themto do
this. No trick questions.

Ask each enpl oyee several questions privately. Vary the questions from
one enployee to another. Start with the people you expect to learn
fastest -- the word will spread and hel p the sl ower enployees focus on
what’s inportant.

Keep each enpl oyee’s score confidential -- no one needs to know how well a
person did except you and that person. |If the test score isn’t high
enough, coach the person and retest within a week using simlar, but not

i dentical questions.

4. Training Future Hres. Add this training to your usual orientation
It is easily handled on the job, and responsibility for it can be

del egated to the department nanager, shift |eader, or whoever usually
"breaks in" new enpl oyees.
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STANDARD OPERATI NG PROCEDURES ( SOP)

It won’t do any good to train your people if the offerings and environnent
in your Food and Hospitality activity don’t support responsible use of

al cohol and offer sonething else to those who aren’t drinking. It won't
do your bottomline any good to encourage | ower |iquor sales unless you

of fer other attractive ways for patrons to spend noney in your Food and
Hospitality activities. The follow ng questions will help you avoid both
probl ems. Answer theminvolving your assistant nanagers and ot hers where
necessary. Some starter ideas are on pages 13-18.

1. Howlong has it been since |I’ve been in the activity on its busiest
days or nights?

2. How can | be certain that ny patrons can get hone fromthe activity's
wi t hout driving?

3. Does ny activity’'s witten SOP cover the foll owi ng situations:
a. Who should be notified if a server has difficulty with a patron?
b. Wat actions nay or should a night manger or other person in
authority take (food, rides honme, calling security, etc.) and under
what circunstances (give exanples)?
c. Wien should incidents be | ogged, by whom and what information
shoul d be included (date, tinme, description of parties involved,

summary of incident, outcone to date)?

4. Do | need to offer nore activities independent of alcohol in these
areas?

a. Games requiring notor coordination (darts, pool, etc.).

b. Contests requiring nental alertness (cards, trivia, TV gane
spinoffs, etc.).

c. Famly events (cartoons, dance |essons, pre-holiday parties,
etc.).

d. Spouse programs (card tournanents, couples conmunity work, etc.).

e. Centle leisure (conversation roons, conputer corner, reading and
listening collections, etc.).

5. Have | made substantial food service available at the bar at

11



ni ght (hanburgers, pizza, breakfast after 11 p.m)?

6. Are ny nenu itenms sel ected, planned, and priced to provide good val ue
whil e returning enough profit to nake up for | ower volune |iquor sales?

7. Do | know that my SOP has ny superior’s concurrence?
8. Have | devel oped a coordinated publicity and marketing programto |et

my current patrons, and the new ones | hope to draw, know of the great new
things |I’m planning for thenf

12



THINGS TO THI NK ABOUT AS YOU WRI TE YOUR SOP

YOUR GOAL

Your mnimumgoal is to keep an al cohol -inpaired driver fromgetting
behi nd the wheel of an autonobile. |[If you do this by hel ping patrons
avoi d becomng inpaired or intoxicated in the first place, so nmuch the
better.

REVI EW FOOD OPERATI ON

Before you start on your responsible use plan, figure out how you can

| east expensively provide substantial food service at night (hanburgers or
pizza in the mcrowave, at least). Gear nenus toward finger-food,

chi cken, seafood, and upgraded sandwi ches. Try swi tching to breakfast
(continental, waffles, eggs, etc.) at 11 p.m on weekends. This wll

i ncrease the perceived val ue of food.

REVI EW BAR OPERATI ON

Changes in your drink nenu and server procedures nake responsi bl e use
easier. What is available in the Food and Hospitality activity and how it
is served can go a |ong way toward encouragi hg your patrons to cut
consunption of alcohol but still spend their noney on profitable itens

wi th high perceived value. That is why many of the things you can do are
already in the regul ations.

For instance:

* not selling any super-potent (over 2 oz. liquor) drinks

* preparing and pronoting extra-fancy drinks with he-man or wonder -
wonman nanes, but no |iquor (page 56 has sone recipes)

* addi ng non-al coholic beers, wines, and waters to your drink |ist
(page 54 listed sone for starters)

* not encouragi ng doubl es orders

* requiring servers to ask individuals if each wants another rather
than assuming it when "rounds” are ordered

* |limting pitcher service to groups of three or nore

* starting a "joy juice" bar (blenderized fruit and vegetabl e dri nks,
natural waters, etc., with extra attention to atnosphere and service)

13



CREATE ENVI RONMVENT FOR MODERATI ON

There are sone things you can do to create an environnent that | essens the
need for intervention. Many of themare already in the regulations for
that very reason. Anmong them are the follow ng:

* Stop al cohol service 1 hour before closing.

* Change your rusic mx away from noody or "hurting" to upbeat but not
| oud.

* Increase lights slowy and inperceptibly to a | evel where patron
behavi or can be observed easily.

* Don’t have "last call."
* Serve snacks at 5 and 9 or 10 p.m
*  Provide bottonl ess pots of self-serve, no charge coffee

Consi der providing games that require hand-eye coordination, |ike darts,
pool, pinball, etc. Start nental contests, |like Trivia or Mental Math.
Pronote conversation (by noving around and tal king) yourself. See if you
can set up a conversation roomw th sofas, easy chairs, and coffee tables.
O fer a home to special interest groups, and attract wives in groups with
bri dge tournanents, volunteer activities, etc.

Consider putting in portable conputers for hourly rental, or the new
vi deodi sc ganes, cartoons or old conedy novi es. Recreation Service
peopl e can give you ideas and equi prent for arnthair ganes.

(What you really want is to expand the tinme between drinks, sonehow, to
make it less attractive and nore difficult to get drunk.)

Do what ever you can to nake patrons want to be at the Food and Hospitality
activity just for the fun of it. One of the benefits is that, with good
publicity, youll start to draw peopl e who never wanted to cone before
while you keep all but the hard core drinkers.

14



GET COVWAND SUPPCRT

Before you get too far, find out what the conmander thinks. Find out what
they want to do base-wide, why it has to be done, and how it wll be done
You need to know the command’s policy on how to deal with certain delicate
or logistical situations:

* uncooperative senior officer
* dependents wi thout sponsor present

* can you use security for safe rides hone w thout penalizing
patrons?

* at what point nust security be called?

* what does the commander expect of you?

You shoul d have your "ideal" plan worked out before you go to see the
commander. It’s a good idea to coordinate with other managers on your
installation so you present a consistent program Be prepared with somne
items you are, willing to negotiate, and have good reasons (fromthe
commands standpoi nt, not yours) to support the critical parts of your

pl an. If the command doesn’t back up your policy, your work is wasted.
As you are preparing your plan, be sure you are in the activity on its

bi ggest ni ghts each week. Cbserve what goes on. Ask your staff if you're
seeing a "normal" night. Depend on staff input to help you develop a
cost-effective, workable plan.

PLAN FOR PROBLEMS

For each shift, think about who should be "duty persuader,” the on-scene
enpl oyee whom servers can turn to when the going gets rough. 1In an
enlisted club, for exanple, you night want a big, strong, fatherly, or no-
nonsense notherly type. 1In a staff noncommi ssioned officers’ (SNCO

cl ub, maybe the best choice would be a snooth talker . . . the right
wonan or man, neither sour nor hard nor timd, but pleasant and firm In
an officers’ club, you mght appoint a banker-type or an el egant wonan.
Your choi ce should be the kind of person your typical problem patrons
seen to respect and accept direction fromwllingly.

If a server knows the problem patron, that server should intervene. One
thing you m ght require of your duty manager is that they find out first
if any nmenber of the staff knows the patron involved.

When servers spot potential problenms, they should tell the duty
manager or persuader. A good rule of thunb is that if soneone

15



ot her than the enployee has to intervene, the incident should be | ogged.
Entries should include date, tinme, description of parties, and a brief
summary of the incident. No big thing needs to be nade of it, unless your
commander says otherwi se. The main purpose for the entries are:

* to protect your activity in the event of some sort of accident
| at er

* to allow you to have an objective record of how things are
progressing.

As you make your plan, consider things that you and other nanagers have
done that have worked. Avoid things that didn't work. Al ways consi der
ways to minimze the nunber of other patrons who know about any unpl easant
situation.

SELECT | NTERVENTI ONS

Select a variety of intervention procedures that you believe will work in
your Food and Hospitality activity. Exanples are:

* Ofer food for the price of a drink instead of another
dri nk.

* Delay service.

* O fer nonal coholic equival ents.

* Ofer a rain check for later

* Ofer conplinmentary nmock Irish coffee.
| DEAS FOR A COVMPLETE RESPONSI BLE USE PROGRAM

Li sted below are a few ideas that a manager should put into a
conpr ehensi ve training plan:

a. Train and nonitor bartenders and servers regardi ng | ega
responsibilities and state-of-the-art hospitality practices. Have servers
say, "Hello. Before | take your drink order, who is driving?"

b. Provide and pronote nonal coholic drinks to patrons. G ve
nonal cohol i ¢ beers, cocktails, w nes, and chanpagnes "equal tine." In
many i nstances, nonal coholic drinks are preferred in blind taste tests
over those with al cohol.

c. Provide neals, snacks, and related foodstuffs throughout the
course of a given day or evening. Do not provide salty snacks.

16



d. Check identification of anybody who appears to be under the
establ i shed drinking age.

e. Post clearly stated descriptions of behavior that will not be
t ol er at ed. Expect the staff to enforce these rules.

f. Provide enployees with nanes and phone nunbers of |ocal al coho
abuse treatnment and prevention resources to use in crisis situations.

g. Pronote safety transportation options. Renenber the plea in that
old song, "Show Me the way to Go Honme/l’mtired and | want to go to bed/lI
had a little drink about an hour ago, and it went right to ny
head/ Wherever | may roaniOn | and or sea or foanf You will always hear ne
singing this song/ Show nme the way to go hone."

h. Make sure staff and patrons know Bl ood Al cohol Concentrati on (BAC)
rules of thumb and effects of al cohol

i. Provide enough space for dancing.
j. Provide games and recreation where al cohol is served.

k. Discontinue special prices that encourage excessive al coho
pur chases.

I. Do not permt the sale of drinks-to-go.
m Provide a mxed variety of music.

n. Make frequent up-beat decor changes.

17



ONE FOOD AND HOSPI TALITY ACTIMITY' S SOP

The SOP on the next two pages is provided as a sanple. It is unlikely
that yours will be just like this one, but it may give you sone ideas.

Sorme Food and Hospitality activities have SOP’s that are sinply a list of
DO s and DON T's. Sone of them post the |list where patrons can al so see
it, with the idea that people will usually try to do what’s expected, if
they just know what it is.

What ever way you handl e your SOP, be sure to subject it to a "reality

test” before putting it into effect. |If it’s inpossible to carry out sone
parts of your SOP, your people will find it easy to ignore the rest.

18



SAMPLE OF ONE FOOD AND HOSPI TALITY ACTIVITY' S SOP

MEMORANDUM

From Food and Hospitality Branch Director

To: Al'l Enpl oyees of Food and Hospitality Activities

Subj : ALCCHCLI C BEVERAGE SERVI CE RESPONSI BI LI TI ES

1. | amsure that npost of you are aware that there is a strong effort

underway nationwi de to conmbat drunk driving. The Marine Corps is also
striving to elimnate al cohol abuse. This is a very serious natter
Thousands of lives are |lost every year in alcohol related accidents.

2. As our Food and Hospitality activities engage in the business of
serving al coholic beverages, we have a particular responsibility, nora
and legal, to make sure that our patrons are not served to or beyond the
poi nt of intoxication or in any way encouraged to abuse al cohol. W also
bear the responsibility of not serving al coholic beverages to m nors.

3. The entire managenent staff of the Food and Hospitality Branch is
aware of our obligations and is prepared to support you in the enforcenent
of the | aw and our policies regarding al cohol. You, however, as the
servers of al coholic beverages, are our first line of defense agai nst

al cohol abuse and are required to do your part. Specifically:

a. No minor shall be permtted in an area of the Food and Hospitality
activity engaged primarily in the service of al coholic beverages unl ess
acconmpani ed by a parent or guardi an.

b. No mnor shall be served an al coholic beverage at any time or in
any area of the activity. Alcoholic beverages may only be served to those
who have reached the legal age. It is the enployee’s responsibility to
verify that a patron is of |egal age whenever there is any doubt
what soever

c. No enployee is authorized to serve al coholic beverages to an
i ntoxicated patron. If, for any reason, an enployee feels that a patron
shoul d no | onger be served al coholic beverages, the enployee nust notify
t he manager on duty. The nmanager determnmi nes the appropriate course of

action to be taken with the patron. |If an enpl oyee and the manager
di sagree as to whether a patron should continue to be served, the enpl oyee
will not be required to continue to serve the individual. The manager

must assune responsibility for any further service.
4. Enpl oyees should be aware that nmanagenent is responsible for insuring

that patrons, if determ ned intoxicated, are not permtted to drive from
the activity, to the extent possible.

19



This responsibility extends to calling the security police if necessary.
5. The above policies also apply to all private parties.

6. Al cohol abuse and drunk driving are of paramount concern to our

organi zation, the comrand, the Marine corps, the Departnent of Defense,
and the nation. You must be counted upon to nake sure that we do our part
to encourage the responsible use of al cohol

20



BASI C SERVER TRAI NI NG KI T

Training Qutline

1. Manager preparation. Decide what you want enpl oyees to know and do
fromday one on the job. These are the basics, and you will be arranging
opportunities for the enployees to practice skills that encourage
responsi bl e use of al cohol in these areas:

* greeting patrons

* setting and cl eaning tables

* taking orders

* "selling" nonal coholic drinks and food

* deci di ng when a patron obviously shoul d not have anot her
drink

* "cutting off" patrons successfully
* keeping inpaired or intoxicated patrons fromdriving

You will need to determne what is to be taught for the first four areas,
since no other Food and Hospitality activity is like yours. For the other
areas, pages 23-31 provide sonme things servers need to know in order to
handl e i ntoxi cated patrons.

Duplicate as nany copies of training materials as there are enployees to
be trai ned. G ve enpl oyees advance notice of the training schedule, and
ask themto be thinking in the neantinme of all the ways they can tell when
peopl e have had too rmuch to drink and of "cut off" techniques that work.

2. Enpl oyee participation. Your sessions should be no |onger than an
hour at a time. They should be a m xture of your talking; their reading,
writing, or role playing; and all of you in discussions of situations,
past or future.

3. Enpl oyee testing. Cenerally, it is better and faster to set up
realistic situations and ask the trainees to show you what they would do
and say with real patrons. Your best servers can be a big help to you by
setting up these situations and taking typical patron’s roles.

21



4. Training new enployees. This training, with the exception of the
simul ati ons, can be handl ed on the job. Responsibility for it can be
del egated to departnment heads or others you trust. The sinulations are
nost effective when several people go through them together, so we
recommend that you wait until you have at |east four new enpl oyees. Your
best servers can work with the new enployees individually in the neantine
to build their expertise.

| Renenber that your servers have the right and the responsibility to
| refuse service to any person who is:

* obvi ously intoxicated

* bel ow | egal drinking age

|
|
| * in danger of becomi ng a drunk driver
|
|
|
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GETTI NG SERVER S COOPERATI ON

Most servers see having to "no sale" patrons as a bad scene -- exactly the
opposite of what they are paid to do. For your training to be really
effective, you'll need to help the servers see that there can be rea

advantages to themin aiding responsible use of al cohol

We suggest that you give enployees the |list of disadvantages and

advant ages bel ow and ask themto add any others that are REALLY inportant.
Di scuss things you can do together to | essen the di sadvantages and

i ncrease the advant ages.

You will want to include sone of the ideas fromthis discussion in your
revised SOP to nake the activity run better and to reassure your staff
that you're on their side.

Di sadvant ages

Loss of potential tips

Overrul ed by ny manager

Agai nst ny nature

Not humanly possible -- club is too crowded, dark, etc.
Loss of custoners

Fear of being wong about need for cut off

Fear of making peopl e angry

Fear of viol ence

Possi bl e |l oss of ny job

EE B T R

Advant ages

* |]solating intoxicated patrons hel ps busi ness because
drunks scare ot her custoners away

Ti ppi ng many i ncrease fromthose who appreciate your help
O fering nonal coholic itenms will attract new custoners

St oppi ng drunk drivers keeps everybody safer

Reduci ng servers’ risk of being sued

Decreasi ng drunken hassl es or advances

E o T
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SYMPTOVS OF | NTOXI CATI ON

The first thing a server nust learn is the obvious synptons of al coho

i ntoxication. A person who exhibits these synptons is al nost al ways unfit
to drive, since the signs ordinarily do not appear at BAC | evel s bel ow
.10. (A Blood Al cohol Concentration chart is shown on page 27.) (Wen
the BAC level is less for the state where the activity is |ocated, use
that BAC | evel .)

Cccasionally the synmptonms will be caused by a physical or enptiona
condition or medication unrelated to al cohol, but for your sake and the
patron’s, it’'s better to be safe than sorry. Many physical conditions are
wor sened by al cohol or a conbination of prescription drugs and al cohol
In extrene cases, death can result.
ALCOHOL AFFECTS THE BODY I N THE FOLLOW NG SEQUENCE

1. Inhibitions are rel axed.

2. Judgrent is inpaired.

3. Reactions get slower.

4. Coordination decreases markedly.
Any tine you see behaviors |ike those |listed bel ow and on the next page,
be alert that you mght need to take action. Check with the person naned

in your SOP if you re not sure how serious the situation is or howto
handl e it.

First stage - Inhibitions
* Being overly friendly * Acting "big"
*  Speaking |oudly * Changing fromloud to
* Annoyi ng other custoners qui et or vice versa
Second stage -- Judgnent
* Unjustified conplaining * Changi ng purchase
about service behavi or
* Using foul |anguage * Arguing
* Trying to buy itens for * Being careless with
strangers or for you noney
*  Being belligerent * Making irrationa

statenents
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Third

*

stage - Reactions

Li ghting nore than one

Bei ng unable to |ight

cigarette at a tine cigarette
* Having gl assy eyes * Being unable to focus
* Losing train of thought eyes
* Slurring speech
Fourth stage - Coordination
* Being unable to pick up change * Swaying, Falling
*  Being unable to put noney * Spilling drinks
away * Being unable to sit
*  Stunbling straight on chair or
*  Bunping into things bar stoo
*  Being drowsy
NOTE: Heavy drinkers may learn, with practice, to control the
visible signs of intoxication or to "tolerate" al cohol better than
occasional drinkers. Their central nervous systens are affected,

but they just don’t show the same signs.

That’ s why these pages

shoul d be used along with the BAC chart on page 27 and with sone

comon sense as wel | .
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RECOGNI ZI NG SYMPTOVE OF | NTOXI CATI ON

This page |ists nany kinds of behavior you nmight find anong your patrons.
Usi ng your experience and the material on pages 24 and 25, deci de whet her
each behavior is usually a synptomof intoxication and (if so) in which
stage it bel ongs.

Fumbl i ng Weavi ng Stuttering

Foul | anguage Fi nger drunm ng Tel l'i ng Jokes

Sl urred speech Daydr eam ng Nausea

Droopy eyelids Yawni ng Very deli berate speech
crying Trenbl i ng St aggeri ng

Per spiring Excessive touching Muod change

Not answeri ng coughi ng Wi ni ng

Losi ng bal ance Faul ty thinking Hostility

Note: For extra practice, develop lists of synptons from your
own Food and Hospitality activity experience and sort theminto
the four stage categories.
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BLOOD ALCOHCL CONCENTRATI ON ( BAC) CHART

Frequently, patrons have bl ood al cohol |evels high enough to nake them
ri sky drivers before they show synptons. To help you spot these tines,
use the followi ng chart. The better you get at estinating people’s
wei ght, the nore accurate your decisions based on the chart will be.

Weight - Number of Drinks Over a Two Hour Period
100 1 2 3 4 5 6 7 8 9 10
120 1 2 3 4 5 6 7 8 9 10
140 1 2 3 4 5 6 7 8 9 10
160 1 2 3 4 5 6 7 8 9 10
180 1 2 3 4 5 6 7 8 9 10
200 1 2 3 4 5 6 7 8 9 10
220 1 2 3 4 5 6 7 8 9 10
240 1 2 3 4 5 6 7 8 9 10
260 1 2 3 4 5 6 7 8 9 10
280 1 2 3 4 5 6 7 8 9 10
Probably OK to drive| Avoid driving Don’t Drive
Affected BAC to .05 Impaired Intoxicated
BAC .05 - .09 BAC .10 and up

WHAT DOES "A DRI NK" MEAN?

Strai ght alcohol is a powerful poison. Any alcohol sold in the Bar is
sold as a m xture of water, fruit or vegetable juice, or flavorings. Here
are some equivalents for you

3.6 oz table w ne
16.7 oz light beer

1 oz liquor
11 oz beer

That means that |ike persons in simlar situations will be affected in the
same ways by one Scotch and water or one can of beer or one glass of w ne.
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OLD WVES TALES ABOUT ALCOHOL

It never hurts to be able to "tell it like it is" if the situation arises.
Here are sone old w ves’ tales about alcohol, followed by the "strai ght
scoop.” Be prepared to set people straight (in a nice way) when you hear

t hese statenents:
1. It'’s a sign of maturity to be able to hold your Iiquor

Being able to tolerate the effects of alcohol cones only fromrepeated
exposure to it. The person who can drink |arge anounts of |iquor my
al ready be dependent. |If so, that’s a sign of disability, not naturity.

2. Hangovers are caused by (a) red wine, (b) switching drinks,(c) cheap
i quor/wi ne/ beer.

Hangovers are caused by the liver not doing its job of regulating the
body’ s bl ood sugar level while it’s trying to rid the body of alcohol. A
hangover is a toxic hypoglycen c condition brought about by drinking too
much al cohol .

3. Beer drinkers don’'t becone al coholics.

Areri cans drink about 10 tines as nmuch beer as liquor. But since the
effects of 1 beer are simlar to the effects of 1 shot of liquor, there’'s
as nuch as a 10 to 1 chance that an alcoholic is primarily a beer drinker

4. Al coholics have to drink every day.

Al coholics, in npst cases are people who can’t stop drinking once they
start. Their drinking epi sodes can occur daily, weekly, once or twice a
year, or any tinme. The test is not when or how often one drinks, but
whet her they can stop once they start.

5. Beer drinkers get fat; wine and |iquor drinkers don’t.

Any al cohol contains calories in a formthat is converted into energy
qui ckly. The body uses those calories first, and stores the calories from
nutritious food as fat to be used later. Al alcohol contains "enpty"
(non-nutritious) calories that encourage wei ght gain.

6. Alcohol is a stinmulant -- that’s howthe "life of the party" gets that
way.

Al cohol is a central nervous system depressant. One of the first
things it deadens is the part of one’s brain that controls
inhibitions. That’s why sone people seemto be nore outgoing
than usual. Those sanme people can turn ugly very quickly, as
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al cohol’s effect deepens.
7. Al cohol nakes a good "warm up” when it’s cold.

The feeling of warnth cones fromdil ated bl ood vessels near the
skin’s surface. Those dil ated vessels al so cause that "rosy glow, " but
the blood in dilated vessels loses its body heat very quickly, |eaving the
body tenperature nuch lower than it was before.

8. Bl ack coffee or a cold shower is a good "one for the road."

The only way to get rid of the effects of alcohol is to wait for the
body’ s natural processes to break it down into waste products. Bl ack
cof fee or cold showers may nmake a sl eepy person seemnore alert, but do
nothing to counteract al cohol’s depressive effects on the brain that nake
driving so dangerous. Tine is the only renedy.
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CUTOFF TECHNI QUES

For many servers, it’'s easier to tell when sonmeone should be cut off than
to know how to do it. Here are sone tips fromother servers:

1. Use a non-judgnental approach. Don't use words |ike "drunk” or "had

to much."” Don't scold the patron. Don’'t seemto blame them Say
sonething like, "I"msorry, but if |I served you this it m ght nean ny
job,”™ or "I don’t want to see you get in trouble with security.”

2. Be firm Once you ve decided to cut a patron off, they are cut off,
peri od. Don’t bargain. After the initial "I’"msorry." remark, don’t get
drawn into expl anations, defenses, or arguments. By all neans, don’'t back
down.

3. Mnimze the confrontation. Try to tell the patron privately it
possi ble. Always offer a nonal coholic beverage or food choice, so the
patron doesn’t get backed into a corner. If the patron is with a group
see if you can get sonebody in the group to handle the situation for you.
If the patron’s rank troubl es you, see if there is anybody around of equa
rank who m ght be able to help.

4. Alert a backup. Even if you feel conpletely confortabl e about
cutting sonmebody off, be sure the nmanager/duty manager knows what’s
happeni ng and keeps an eye on you and the situation. You never know what
coul d happen, and you may be glad for help or even a witness |ater
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WHAT TO DO AFTER CUTOFF

Knowi ng when and how to cut off patrons isn't enough. You need to be
able to help themstay from behind the wheel of an autonobile. Here are
sonme ways to do that:

1. Find a sober buddy who will take matters in hand.

2. Ofer food or a non-al coholic drink. Cof fee and food won’t sober
anybody up, but the tine it takes to consune them occupies tine while the
body does its work.

3. Arrange alternate transportation. Call a friend or a local volunteer
safe-ride group; use a Food and Hospitality activity vehicle; call a cab
security, or whatever other transportation is available. At |east have

t he phone nunbers of avail able transportation handy.

4. Help themget a roomfor the night. Stayi ng i n unacconpani ed
personnel housing or in a notel may be the best way out of driving. At
| east have the phone nunbers handy.

5. Try to nake sure your patron leaves with all personal possessions,
especially wallet or purse.

6. Call security if it looks like things will get out of hand. Better to
risk losing the goodw || of one drunken patron (for their own good) than
the safety of others in the activity.

7. Cet the patron’s keys if they try to drive. Call security with a

vehicle description if you can’t get the keys. Better to risk the
patron’s displeasure than their life or that of others.

31



| MANAGER NOTE:

|

| On the next pages, you will find situations to provide opportunities for
| your enpl oyees to practice what they have | earned so far. W have not

| provi ded "answers” in this section because no one approach is

| necessarily right or wong.

|

| What you consider to be "acceptabl e" depends on your SOP, your enployees
| i dea of what you want (which may be different fromyours), and many

| ot her things.

|

| These situations were particularly created to cause |lots of discussion

| among you and your enpl oyees. Be sure to get enployees to tell you any
| assunptions they make before you judge their decisions and encourage
|lots of "what is?" alternatives for each situation

|

| Don’t, repeat, DON T, assune that these are necessarily all "cutoff"”

| situations--or "serve" situations. Your good judgment and a healthy

| respect for the safety of your patrons should be your guide.
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SI TUATI ONS

Read the foll ow ng situations and deci de whether or not you should serve
the drinks requested. Be prepared to explain what additional informtion
you' d ask for and why you nmade your deci sion

* * %

It’s about 4:30 in the afternoon. A lance corporal hurries in, chooses
the second bar stool fromthe right, and calls out, "Chivas and Coke," in
a loud voice, banging his pal mdown on the bar for enphasis. (WII he

get the "Chivas and Coke?")

The Major has been with a party of four for about 2 hours. They have
each had three beers, and now the Major is ordering another for herself
and one of others at the table. She is about 5 4" and slender. The other
beer will go to a man in civilian clothes who | ooks as if he m ght have
been a fullback in college. (You need to nake two deci sions, one for
each beer ordered.)

Your table has a party of six, three couples about 45 years old. Al are
incivilian clothes, but one is known to you as a real hardnose Gunny who
doesn’t take no for an answer. He drinks a | ot nore than average, but
never seens to shown signs of intoxication. He calls you over and orders
drinks all around, but the three wonen and one of the other nmen shake
their heads "no." The second other man doesn’t give any response. The
wonen have each had two pina coladas. The other nmen have each had two
beers. The gunny who called you over has had two rusty nails. It’s just
about noon, and they have been there an hour. (Who, if anybody, gets
anot her drink?)

The gray-haired wonan was down at the end of the bar when you cane on duty
at 3 ppm She is rhythmcally stabbing the tip of a cocktail pick into
her crunpl ed napkin. You guess that she nust have asked for extra olives,
since there are four on the pick in her nearly enpty nmartini. You smle
and speak, and when she |ooks up with a half smle, you notice what m ght
be tears in her eyes, but she is not actually crying. She pushes the

gl ass towards you and nods. (Does she get the drink?)

A staff sergeant in uniformand two nmen in civilian work cl othes occupy
one of your tables at lunchtinme. Al three have had two beers, and the
civilians have each nearly finished special club sandwi ches with cole slaw
and potato salad on the side. You checked twi ce, and the staff sergeant
said both tines that he didn’'t want anything else. Now he has called you
over and asked for another beer for each of the three of them
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You have successfully cut off a party of two couples. They even thanked
you for | ooking out for them As they get up to | eave, you hear one of

t hem say, "OK Jan. You two follow us hone."” (Wat if anything, will you
do?)

| Make up your own realistic situations based on actual happenings in
| your own Food and Hospitality activity for additional practice.
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REFRESHER SERVER TRAI NI NG KI T

Training Qutline

1. Manager Preparation. As you did for Basic Server Training, decide
what training your servers need. Choose frommaterials on pages 36-47,
and add additional topics as needed. Dupl i cate enough copi es of any
printed materials for those who will use them G ve enpl oyees advance
notice of training tines and topics.

2. Enpl oyee participation. This part of the training reviews what was
taught in basic server training and builds on your enployees’ experiences
si nce then. M x activities, and keep each session no | onger than an

hour . I nvol ve your best servers. Your enphasis should be on "The Way W
Do Things Here." This builds teamspirit and avoi ds patroni zi ng enpl oyees
who are new but have a | ot of experience in hospitality.

| NOTE: Advanced training attenpts to create greater skill at

| determi ning "threshold conditions” -- when one nore drink wll

| cause problens after it is consumed. This is difficult for two

| reasons: no two patrons tolerate al cohol exactly alike on every

| occasi on, and every server has their own attitude towards al cohol
| Experts say that in any group of 10 people, one either is or wll
| be an al coholic, two have proadverse effects of al cohol, and four
| have felt the adverse effects of al cohol on soneone else’'s life.

| F&H enpl oyees are no different. So, keep focusing on the benefits
|[to all in creating a Food and Hospitality activity that is fun to
| work in and to frequent, no matter how one feels personally about
| al cohol .

3. Enployee Testing. As in basic server training, the nost effective
test is a sinulation of things as they nay happen on the job. Use the
servers who did the best job in basic training as role players and nodel s
inthis section. You will find situations on pages 50-51. By all neans,
nmodi fy them if necessary, to make themnore realistic for your club

4. Training future hires. Since nost of the learning activities in this
kit are designed for group interaction, we recommend that (after the
initial session) you defer refresher training until you have a m ni mum of
four enpl oyees who have conpleted orientation, SOP, and basic server
training. You can ask your best servers to work closely with those

awai ting refresher training to take up any sl ack
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ALCOHOL KNOWLEDGE TEST

Answers to many of the questions in the true-false test on the next page
can be found in the basic and refresher serving materials in this book
Sormre of themaren't covered in the material we’'ve given you, and it would
be unfair to expect your staff to know all the answers col d.

You can handle this two ways. You can find materials to add to this kit

to cover everything on the test (the hard way) or you can give your staff
copies of the test as a "take hone" project where they work together, ask
famly or friends, or use reference books to find out the answers. G ve

t hem about a week to do the best they can. Then get everybody toget her

and discuss the questions, their answers, and their reactions, resolving

any conflicts as you go.

Not only will your staff remenber nore of what they "taught" thensel ves,

they’ Il have hel ped you spread the word that the club is really concerned
for the safety of its patrons.
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10.

11.

12.

13.

14.

15.

16.

ALCOHOL KNOWLEDGE TEST
M xing different kinds of drinks can increase
the effects of al cohol
The average 4-ounce drink of wine is |ess
i ntoxi cating than the average 1-ounce

drink of hard |iquor

A can of beer is less intoxicating then
an average drink of hard Iiquor

A col d shower can hel p sober up a person

A person can be drunk and not stagger or
slur their speech.

It is easy to tell if people are drunk even
if you don’t know them well.

A person drinking on an enpty stonmach will
get drunk faster.

Peopl e’ s noods hel p determ ne how they are
af fected by al cohol .

A person who is used to drinking can drink
nor e.

A person who wei ghs | ess can get drunk faster
than a heavi er person.

Qut of every 10 traffic deaths, 5 are
caused by drunk drivers.

The surest way to tell if a person is legally
drunk is by the percentage of al cohol in the
bl ood.

Peopl e who are drunk cannot conpensate for it
when they drive.

In a fatal drunk driving accident, the drunk
is usually not the one killed.

Drinking bl ack coffee can hel p sober up a
person.

Al cohol i c beverages are a stinulant.
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10.

11.

12.

13.

14.

15.

16.

ANSWER KEY FOR
ALCOHOL KNOWLEDGE TEST
M xing different kinds of drinks can increase
the effects of al cohol
The average 4-ounce drink of wine is |ess
i ntoxi cating than the average 1-ounce

drink of hard |iquor

A can of beer is less intoxicating then
an average drink of hard Iiquor

A col d shower can hel p sober up a person

A person can be drunk and not stagger or
slur their speech.

It is easy to tell if people are drunk even
if you don’t know them well.

A person drinking on an enpty stonach will
get drunk faster.

Peopl e’ s noods hel p determ ne how they are
af fected by al cohol .

A person who is used to drinking can drink
nor e.

A person who wei ghs | ess can get drunk faster
than a heavi er person.

Qut of every 10 traffic deaths, 5 are
caused by drunk drivers.

The surest way to tell if a person is legally
drunk is by the percentage of al cohol in the
bl ood.

Peopl e who are drunk cannot conpensate for it
when they drive.

In a fatal drunk driving accident, the drunk
is usually not the one killed.

Drinking bl ack coffee can help sober up a
person.

Al cohol i c beverages are a stinulant.
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ALCOHOL KNOWLEDGE TEST

Answers to many of the questions in the true-false test on the next page
can be found in the basic and refresher serving materials in this book
Sormre of themaren't covered in the material we’'ve given you, and it would
be unfair to expect your staff to know all the answers col d.

You can handle this two ways. You can find materials to add to this kit
to cover everything on the test (the hard way) or you can give your staff
copies of the test as a "take hone" project where they work together, ask
famly or friends, or use reference books to find out the answers. G ve

t hem about a week to do the best they can. Then get everybody toget her

and discuss the questions, their answers, and their reactions, resolving

any conflicts as you go.

Not only will your staff remenber nore of what they "taught" thensel ves,

they’ Il have hel ped you spread the word that the club is really concerned
for the safety of its patrons.
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10.

11.

12.

13.

14.

15.

16.

ALCOHOL KNOWLEDGE TEST

M xing different kinds of drinks can increase
the effects of al cohol

The average 4-ounce drink of wine is |ess
i ntoxi cating than the average 1-ounce
drink of hard |iquor

A can of beer is less intoxicating then
an average drink of hard Iiquor

A col d shower can hel p sober up a person

A person can be drunk and not stagger or

slur their speech.

It is easy to tell if people are drunk even
if you don’t know them well.

A person drinking on an enpty stonmach will
get drunk faster.

Peopl e’ s noods hel p determ ne how they are

af fected by al cohol .

A person who is used to drinking can drink
nor e.

A person who wei ghs | ess can get drunk faster
than a heavi er person.

Qut of every 10 traffic deaths, 5 are

caused by drunk drivers.

The surest way to tell if a personis legally
drunk is by the percentage of al cohol in the
bl ood.

Peopl e who are drunk cannot conpensate for it
when they drive.

In a fatal drunk driving accident, the drunk
is usually not the one killed.

Drinking bl ack coffee can hel p sober up a
person.

Al cohol i c beverages are a stinulant.
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10.

11.

12.

13.

14.

15.

16.

ANSVER KEY FOR

ALCOHOL KNOWLEDGE TEST
M xing different kinds of drinks can increase
the effects of al cohol
The average 4-ounce drink of wine is |ess
i ntoxi cating than the average 1-ounce
drink of hard |iquor
A can of beer is less intoxicating then
an average drink of hard Iiquor

A col d shower can hel p sober up a person

A person can be drunk and not stagger or
slur their speech.

It is easy to tell if people are drunk even
if you don’t know them well.

A person drinking on an enpty stonach will
get drunk faster.

Peopl e’ s noods hel p determ ne how they are
af fected by al cohol .

A person who is used to drinking can drink
nor e.

A person who wei ghs | ess can get drunk faster
than a heavi er person.

Qut of every 10 traffic deaths, 5 are
caused by drunk drivers.

The surest way to tell if a person is legally
drunk is by the percentage of al cohol in the
bl ood.

Peopl e who are drunk cannot conpensate for it
when they drive.

In a fatal drunk driving accident, the drunk
is usually not the one killed.

Drinking bl ack coffee can hel p sober up a
person.

Al cohol i c beverages are a stinulant.
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ALCOHCOL ATTI TUDE PROFI LE

No matter how well thought out your original plan was, you nay feel by now
that some of your enployees just aren’t with the program They may nean
wel |, but perhaps their basic beliefs about what’s inportant are getting
in the way.

The "test" begi nning on the next page is designed to help you and your
staff realize how your approach mekes encouragi ng responsi bl e use of

al cohol easy or difficult. Generally, people whose profiles on the graph
(page 44) fall to the right of center find it fairly easy to "get aboard"
on a responsi bl e use canpaign. Generally, those whose profiles fall to
the left of center may find the going very rough. That doesn’t nean al
is lost; it just neans that those on the left will need to make a
conscious effort to put your training into effect, while those on the
right can probably just do what cones naturally.

Using the profile can help an individual beconme conscious of their

posi tion. It can help you know who needs extra attention and positive
reinforcenent. It can be a springboard to discussion of problens and new
i deas for confortable ways to hel p patrons use al cohol responsibly.

HOWEVER, sone people find this kind of exercise very distasteful. Maybe
you are one of them W suggest you use it only if you feel confortable
with the idea.

| There are no right or wong choices on this profile.
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ALCOHCOL ATTI TUDE PROFI LE

Wite in the nunber which best describes your reaction to each of the
foll owi ng statenents.

Agree strongly................. 1
Agree, but not strongly....... 2
Nei t her agree nor disagree..... 3
Di sagree, but not strongly..... 4
Di sagree strongly.............. 5
Set 1
1. If a person concentrates hard enough, they

can overcone any effect that drinking rmay have
upon driving.
2. If you drive home froma party late at night
when nost roads are deserted, there is not
much danger in driving after drinking.
3. It’s all right for a person who has been
drinking to drive, as long as they show
no signs of being drunk. .~~~
4. |If you're going to have an accident, you’l
have one anyhow, regardless of drinking.
5. A drink or two hel ps people drive better
because it rel axes them

Add scores 1-5 and enter

Set 2

6. If I tried to stop sonmeone fromdriving after
drinking, the person would probably think I
was butting in.

7. Even if | wanted to, | would probably not be
able to stop sonmeone fromdriving after
dri nki ng.

8. If people want to kill thenselves, that’'s

t hei r busi ness.

9. | wouldn’t like soneone to try to stop nme
fromdriving after drinking.
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ALCOHOL ATTI TUDE PROFI LE (conti nued)

Agree strongly.................. 1
Agree, but not strongly....... 2
Nei t her agree nor disagree...... 3
Di sagree, but not strongly..... 4
Di sagree strongly............... 5

10. Usually, if you try to hel p sonmeone out of
a dangerous situation, you risk getting
yoursel f into one.

Add scores 6-10 and enter

Set 3

11. M friends would not disapprove of ne for
driving after drinking. .~~~

12. GCetting into trouble with nmy famly woul d
not keep ne fromdriving after drinking.

13. The thought that | mght get into trouble with
the police would not keep me fromdriving after
drinking.

14. | amnot scared by the thought that | m ght
seriously injure nyself or soneone el se by
driving after drinking. .~~~

15. The fear of danmaging the car woul d not keep
me fromdriving after drinking.

Add scores 11-15 and enter

Set 4

16. The 55-m | e-per-hour speed limt on the open
road spoils the pleasure of driving for nost
peopl e.

17. Many people use drinking to let off steam
18. Being able to drive a car nakes people fee
nore confident in their relations with others
intheir age group. . _
19. An evening with friends is not nmuch fun unless
one of them has a car
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ALCOHOL ATTI TUDE PROFI LE (conti nued)

Agree strongly...............
Agree, but not strongly......
Nei t her agree nor disagree..
Di sagree, but not strongly..
Di sagree strongly............

20.

Set 5

21.

22.

23.

24,

25.

Set 6

26.

27.

28.

29.

30.

There is somet hing about bei ng behind the whee

of a car that makes one feel nore adul t.

Add scares 16-20 and enter

| usually do things that everybody el se does.

VWhat ny friends think of ne is the nobst
inportant thing in my life.

| would ride in a friend s car even if that
person had been drinking a |ot.

Oten | do things just so | won't feel left
out of the group I'’mwth.

| often worry about what other people think
about things | do.

Add scores 21-25 and enter

Base authorities try to stop Marines from
driving just to show their power

| don’t think it would help Marines to go to
their superiors for advice.

| feel Marines should have the right to drink

if their superiors do.

Base authorities have no real understanding
of what Marines want out of life.

Marines wouldn’t dare call their superiors
to drive themhonme if they, or a friend they
were with, got drunk

Add scores 26-30 and enter
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ALCOHOL ATTI TUDE PROFI LE (conti nued)

Agree strongly................. 1
Agree, but not strongly........ 2
Nei t her agree nor disagree..... 3
Di sagree, but not strongly..... 4
Di sagree strongly.............. 5
Set 7
31. | can’'t help getting into argunments when peopl e
di sagree with pe. .
32. If people annoy nme, | amapt to say what |
think of them ...~
33. At tinmes, | have a strong urge to do things

that may be harnful or shocking to others

34. | usually take a person up on a dare.

35. | easily becone inpatient with others.

Add scores 31-35 and enter

Set 8

36. | often act on the spur of the nonent without
t hi nki ng things through.

37. | tend to change ny mnd abruptly.

38. Fromtinme to tine, | do things that are
really reckless. .~

39. Oten, | don't consider the consequences
before | do things. ..~~~

40. There have been tinmes when | felt like
smashi ng thi ngs.

Add scores 36-40 and enter

46



Pl ot your al cohol attitude scores on this chart by placing a dot on each
hori zontal line to represent your score for that set.

Connect the dots.

Set 1. You are
more likely to
make excuses for
actions.

Set 2. You feel
less responsibility
to protect others.

Set 3. You do not
take the
consequences of
drinking and

driving seriously. |

SBet 4. Cars are
very important to
your personal life.

Bet S. Going along
with the group is
very important,
even if you really
don’t want to.

Set 6. You very
often reject
authority.

Set 7. You are less
able to control
impatient feelings.

Set 8. You tend
less often to think
things through
before you do them.

15

~ 25

10

20

10

15

20

25
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sSet 1. You are
less likely to

‘make excuses

for your actions.

-8at 2. You feel

more
responsibility
to protect
others.

Set 3. You take
the consequences
of drinking and
driving
seriously.

S8et 4. Cars are
less important tc
your personal
life.

S8et 5. You are
less likely to gc
along with the
group if you
don’t want to.

8et 6. You less
often reject
authority.

Set 7. You are
more able to
control impatient
feelings.

S8et 8. You tend
more often to
think things
through.



PREVENTI ON OF | NTOXI CATI ON

Most of the time a server can’t do anything to stop an alcoholic or the
patron who intends to becone drunk, because they will go sonewhere else to
get alcohol if it’s not available at the Food and Hospitality activity.

But may times servers CAN nmake the difference for those indicated as
fol |l ows:

* social patrons who accidentally drink too nuch

* bored or lonely patrons who can’t think of anything else to do but
drink al cohol

* inexperienced drinkers who don’t know al cohol’s effects
On the next page are sonme tips (the play on words is intentiona
all three groups of patrons |isted above will be grateful for your

concern, and may well show it in the gratuities they |eave for you). Use
the tips in an "I Can Make A Difference" approach to your patrons.
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YOU CAN MAKE A DI FFERENCE | N ALCOHCL USE OR ABUSE

1. Thi nk ahead for your patrons. Alcohol’s effects begin within m nutes
after it is ingested, but the patron won't notice anything for 15 or 20

m nut es. This is why it is inportant for you to know that the next
drink you bring may be the one that causes trouble. Here are some rough
gui delines to hel p you deci de.

*  On the average, a person wei ghing 100 pounds can handl e
one drink an hour.

*  On the average, a person wei ghing 120-200 pounds can
handl e two drinks an hour.

* Someone 220 pounds or over can probably handl e three
dri nks an hour.

* After 2 hours, the safe nunber of drinks per hour goes
down, as the body gets behind at getting rid of the
al cohol .

* After nore than 3 hours of drinking at these |levels, any
person will probably not be a safe driver.

2. Del ay service when there is nore than one drink per person on the
tabl e or bar. Try not to serve a patron previously served by one of your
co-workers w thout checking with the other enpl oyee for how nuch and what
has been served.

3. When a patron arrives, chat for a few m nutes before taking an order
This gives you tinme to make sure the patron hasn’t already had enough
al cohol sonepl ace el se.

4, Do not serve a new drink without taking away the glass fromthe old
drink.
5. Particularly with large groups, check to see that the nunber of

drinks ordered at one tine doesn’t add up to nore than one per person

6. Even if your activity pernmits them do not encourage the ordering of
"rounds."” The nmenbers of a group probably can’'t all handl e the sane
nunber of drinks.

7. Keep in mnd these additional risks patrons face.

* Time of day (the longer it has been since a neal, the nore
al cohol will affect your patron)

* Experience with alcohol (the |ess al cohol one had drunk
the greater the chance of overindul gence will be)
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* Enmptional state (the nore enotional stress your patron
has, the | ess al cohol they can tolerate)

* Social setting (business neetings are |less risky, couples
socializing slightly nore so, "nights out with the boys
(or girls)" are riskier yet, celebrations carry greatest
risk)

* Physical condition (although you can’t always know this,
you should be able to spot signs of colds and allergies, a
patron who takes a pill or capsule with a drink, injuries
and other clues that the patron isn’t in top shape and
probably can’t handl e as much al cohol as usual.)

8. Try to keep track of the nunber of drinks you serve each patron and
how much tinme has el apsed since the | ast one was served. For average

si zed patrons, two drinks an hour is probably OK For short or extremnely
thin patrons, less is safer

Renmenber that your servers have the right and the responsibility to
refuse service to any person who is one of the follow ng:

* obvi ously intoxicated

|
|
|
|
* in danger of becomi ng a drunk driver |
|
* bel ow | egal drinking age |

|

|
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| MANAGER NOTE:

|

| On the next few pages are nore situations to provide opportunities for

| your enpl oyees to practice what they have | earned so far. W have not

| provi ded "answers” in this section because no one approach is

| necessarily right or wong.

|

| What you consider to be "acceptabl e depends on your SOP, the attitudes
| i nside and outside the gates, your enployees’ idea of what you want

| (which may be different fromyours), and many other things.

|

| These situations were particularly created to cause |lots of discussion
| among you and your enpl oyees. Be sure to get enployees to tell you any
| assunpti ons they make before you judge their decisions and encourage
|lots of "what if?" alternatives for each situation

|

| Don’t, repeat, DON T, assune that these are necessarily all "no sale"

| situations--or "sale" situations. Your good judgnent and a healthy

| respect for the safety of your patrons should be your guide.
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REALI STI C PRACTI CE

You are going to be given situations that m ght occur in your Food and
Hospitality activity. For each situation, using what you’ ve | earned as
wel | as your experience, answer the follow ng questions. Then be prepared
to act out the situation with coworkers

Note: A sinple "serve or don't serve" decision nay not be what is needed
in these situations. | f possible, spot and head off potential problens
before the "cutoff" question arises.

1. Wat woul d be the best outcone you could hope for?

2. To reach that outcome, should you involve anyone else at this tine?

3. If so, who should you involve?

4. Wy invol ve that person?

5. What would you say in this situation?

6. What would you do in this situation?

7. |If your ideal outcome didn’t happen, what woul d you do next?
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SI TUATI ONS

You’ ve been serving a table with five males. They have been there a
while, but you' re not sure how |ong. They are drinking beer, and when you

clear the table, you find a full warm bottle anong the enpti es. As
usual, the big guy has sonmething smart to say, and you think, "This guy’s
getting to be a pain." Just as you are |eaving, he gives you the back of

hi s hand on your upper arm and says, "Bring us five nore."

Two coupl es have conme in for dinner, and you have served themall one
cocktail each. They’ ve been sitting quietly, but now there seens to be
sone kind of argument brewing. You go over to tell one of the wonen that
the club is out of king crab | egs, and the other wonman’s husband breaks in
to complain that his martini glass was dirty, service is |ousy, and he
doesn’t know why he cones to the club at all

There’s a country-western band, and it has been a good but busy night.
You’ ve particularly enjoyed one mixed group that has been poking fun at

each other all evening. They have even tried to get you to decide who
won sone pretty outrageous bets. They are pushing and shovi ng each
other, but all in good hunor. Now, while taking orders, you overhear one
of themsay, "I SAID that’'s enough. That isn’t funny anynore."

The retired general and his w fe have just been seated at one of your
tables. You notice that he is kind of bleary-eyed and has just pulled his
fork off the table while he was picking up his napkin. You see keys on
the fl oor beside the fork. This couple cones in a lot, and you know his
wife will want one (that’'s as many as she ever orders) whi skey sour. You
al so know that she is pretty influential so far as the nanager is

concer ned.

A group of your Marines with dates has cone in and picked a |arge table
over in the far, dark corner. As you approach, one gets up quickly and
heads for the | adies room When you take the orders, one orders for

hi nsel f and the one who's in the |adies room and the other can't seemto
make up his mnd what he wants until he is pronpted by sonebody else in

t he group.

Thi s coupl e has obviously been argui ng when they cone in. You bring them
the beers they order (after she changes her brand from what he asked for),
and they hardly look up. Their voices get |ouder and | ouder until she
gets up and fl ounces out. He waves for you and points to his enpty mug.
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A beautiful young woman and a big bruiser of a man have been at the bar
for a while. They' re both drinking margaritas and starting i nto each

ot hers’ eyes. As she rises to go to the | adies roomshe gets tangled up
in the legs of the stool and falls. She giggles as he hel ps her up, so

you know she’s not hurt. While she is gone, the man signals for two nore
dri nks.

| Make up your own realistic situations based on actual happenings in
| your own club for additional practice. |
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ADDI TI ONAL RESOURCES
SERVER MATERI ALS

Arrive Alive Ball oon Test. Low cost breath analysis tool. Drinker breath
Kits, P. 0. Box 333, MI|waukee, W 53201

W ndow decal (also other itens). MADD, 669 Airport Freeway #310, Hurst,
TX 76053
Film "Drunk Driving: A Call to Action.”1 Anerican |nsurance

Associ ation, Insurance Information Institute, 85 John Street, New York, NY
10038

Film "Under the Influence." Nat i onal Audi ovi sual Center, O der
Section DW Washi ngton, DC 20409

Bookl ets. Several cartoon-filled booklets on al cohol use and abuse.
Channing L. Bete, Inc., South Deerfield, MA 01373

Pocket | eaflet and BAC Chart. "Know When to Say Wen." Anheuser-Busch,
St. Louis, MO (Contact local distributors for information.)

Button. "Don’t Drink and Drive." Transportation Alternatives, Inc., 405
W ndsor Avenue, W ndsor, CT 05095

PATRON MATERI ALS

Drink/Drive Calculator. New York State Division of Al coholismand Al cohol
Abuse, 194 Washi ngton Avenue, Al bany, NY 12210

Film "Until | Get Caught."” Modern Tal king Pictures, 5000 Park Street
North, St. Petersburg, FL 33709

Film "Under the Influence." Nat i onal Audi ovi sual Center, O der
Section DW Washi ngton, DC 20409

Film "A Short History." Southerby Productions, Inc., P.O Box 15403,
Long Beach, CA 90815

Comunity Action Packet. Insurance Information Institute, 110 WIIliam
Street, New York, NY 10038

Smal | stickers. "Think Before You Drink and Drive." Al |l state | nsurance
Conmpany. Contact |ocal agents for information.

Illustrated folder with golf thene. "Know the Score.” Addiction
Research Foundation, 33 Russell Street, Toronto, Ontario, Canada M5 2S1
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Ad reprints (suitable as poster -- two are reproduced on pages 57 and 58).
The House of Seagram Mbderati on Canpai gn, 375 Park Avenue, New York, NY
10152

MANAGER MATERI ALS

Book. Arrive Alive, by Peggy Mann. Whodnere Press, Box 1590. Cathedra
Station PO, New York, NY 10025

Reci pes. G ve People a Choice edited by Charlotte Kitowski.
Transportation alternatives, Inc. 406 W ndsor Avenue, Wndsor, CT 06095

Reci pes. A Toast to Sober Spirits and Joyous Juices, Conpare
Publ i cati ons, 2415 Annapolis Lane, M nneapolis, M 55441

Bumper Sticker. "I @ Sober Drivers." Pixie Trautman, The
Minnesota Children’s League, 502 Pokegama Avenue North, Grand
Rapids, MI
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LOW OR NO ALCOHOL BEVERAGES

"W nesu

G ovana (product of Italy)
Petillion (product of France)
Mousseux (product of Germany)

Pommac (product of Sweden)

Meiers Still, Sparkling & Duck
Martinelli’s Sparkling Cider

Wel ch’ s Sparkling

Spar kl i ng Appl e
Spar kl i ng G ape

Empire

" Beer s"

Appl e

Appl e Beer

Birel

Break Special Lager

Texas Sel ect

Schni dt Sel ect

Hi | ton Comrercial G oup
660 West Terrance Drive
San D mas, CA 91773

Continental Trading Corp.
6600 France Avenue
M nneapolis, MN 55435

Gour net Foods, |nc.
860 Wandalia Street
St. Paul, M 55114

The Food Service
Wel ch Foods | nc.
Westfield, NY 14787

Hudson Val l ey Wnery
Bl ue Poi nt Road
Hi ghl and, NY 12523

Fel ton Enpire
379 Felton Enpire Road
Fel ton, CA 95018

Bever age Canners
P. O. Box 680280
Manm, FL 33168

Appl e Beer Corp
Salt Lake City, UT 84125

Swiss Gold A G

Schm dt Brewery

127 Edward Street

Phi | adel phia, PA 19123

Ri chl and Corp.
P. O Box 58024
Dal | as, TX 75258

G Heil eman Brew ng Co.
882 W 7th Street
St. Paul, MN 55105



Schlitz The Stroh Brewery Co.

Schaef er One Stroh Drive

Mal t a Detroit, M 48226

Coet z Pal e Pear| Brew ng

O Doul s (Contact your local distributor.)
Shar ps

Cutter

Ki ngsburry

"Wat er s"

Nant on (Contact your local distributor.)

a Sante M neral Water

Appol linaris M neral Water

Pol and Spring Water

Knudsen’ s

Health Valley M neral Water
Perrier

Chi ppewa Spring Water

d enwood | ngl ewood

Vi ki ng Quinine or Sparkling Water

LaCroi x Water
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RED NECK

2 0z. tomato juice
1/2 oz. lenon juice
dash worcestershire
dash tabasco

cel ery garni sh

MANZANI TA

1/ 2 lunmp sugar
dash bitters
slice | enobn pee
fill with tonic

Pl NA COLADA PERFECTA

1 oz. crene do coconut
2 0z. pineapple juice
1 1/2 oz. club soda

CAMPAI GN COCKTAI L
1/ 2 lunp sugar

3 parts 7-Up

1 part apple juice

The MAR St andar di zed Bar

reci pes for al coho

Reci pes for
free drinks.

ALCOHCOL- FREE DRI NK RECI PES

FOR DI STRI BUTI ON TO PATRONS

Foo
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Pl LE DRI VER

3 0z. orange juice
3 0z. quinine water
serve over ice

RED ROUSER
1 part tomato juice
1 part 7-Up

SAM COLLI NS

3 parts Collins mix
1 part orange juice
spl ash of grenadi ne
garnish with cherry
and line

BLACKJACK

juice of 1/4 linme
fill with cola
garnish with Iine

d and Hospitality |ists other
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proof spirits, 10 oz. glasses of beer, and 3 oz. glasses of wine are equal in alcohol content.

. These one oz. jiggers of 80

Surprised?

L3

We can understand if you are. be drinking more. Because any

It seems hard to believe that the alcohol alcoholic beverage should be used only in
gggtenp in thfe Ctthree gr'oups of glasses THE moderationi‘itts importgqt Lhat you knlcljw
ve is, in tact, equal. what you're drinking as well as
And so its true that sometimes HO USE how much. Remember, even though
when vou think you're drinking OF it may look light, it shouldn't

less, you may actually . SE AGRAM be taken lightly.

FOR REPRINTS PLEASE WRITE ADVERTISING DEPT. CL-184, THE HOUSE OF SEAGRAM. 375 PARK AVE,, N.Y,, N.Y. 10152
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The party begins.

ﬁmmméwjm

Sl Dol S

The nore you drink, the nore coordination you |ose. That's a fact, plain
and sinple. Still, people drink too nuch and then go out and expect to
handl e a car. Wen you drink too much you can’'t handle a car. You can't
even handl e a pen.

The House of Seagram
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SUGGESTED BRI EFI NG CHARTS
On the followi ng pages are sonme suggested briefing charts you may want to
use as part of your training session. They can easily be nmade into
vi ewgraphs and retained for future sessions. . .you mght want to add sone
of your own.
BACKGROUND
MANAGEMENT RESPONSI BI LI Tl ES
SERVER/ SELLER RESPONSI BI LI Tl ES
Al DI NG RESPONSI BLE USE OF ALCOHOL
ALCOHOL-WHAT IS I T?
ALCOHCOL EFFECTS ON THE BODY
BLOOD ALCOHOL CONCENTRATI ON ( BAC)
FOOD AND ALCCHCL
I NTOXI CATI ON
TOLERANCE
ALCOHCLI SM
OLD WVES' TALES ABOUT ALCOHOL
HOW ALCOHOL AFFECTS THE BODY
I NHI BI TI ONS/ JUDGEMENT
REACTI ONS/ JUDGVENT/ COORDI NATI ON
RECOGNI ZI NG SYMPTOMS OF | NTOXI CATI ON
BLOOD ALCOHOL CONCENTRATI ON CHART
PREVENTI ON OF | NTOXI CATI ON

CUTCFF TIPS

WHAT TO DO AFTER CUTCFF
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